





















Penelitian ini bertujuan untuk mengetahui dan menganalisis pengaruh kualitas pelayanan terhadap kepuasan konsumen serta dampaknya terhadap loyalitas konsumen Rumah Makan Waroeng Ndeso Cirebon. Hasil penelitian ini diharapkan dapat menjadi  bahan masukan bagi perusahaan, mengenai informasi dalam penelitian kualitas pelayanan, kepuasan konsumen serta loyalitas konsumen di masa mendatang.
Metode penelitian yang digunakan adalah analisis deskriptif dan verifikatif. Pengumpulan  data yang digunakan adalah wawancara dengan menggunakan kuesioner disertai dengan teknik observasi dan kepustakaan, Pengambilan sampel menggunakan sampling non probability. Pengumpulan data di lapangan dilaksanakan pada tahun 2018. Teknik analisis data menggunakan Analisis Jalur.
Hasil penelitian menunjukan bahwa secara umum kualitas pelayanan, kepuasan konsumen dan loyalitas konsumen Rumah Makan Waroeng Ndeso Cirebon termasuk kategori kurang baik. Terdapat pengaruh kualitas pelayanan terhadap kepuasan konsumen serta implikasinya pada loyalitas konsumen. Semakin baik kualitas pelayanan yang diterima konsumen, semakin baik pula kepuasan konsumen yang pada akhirnya akan berdampak terhadap peningkatan loyalitas konsumen Rumah Makan Waroeng Ndeso Cirebon.






This study aims to determine and analyze the effect of service quality on customer satisfaction and its impact on consumer loyalty in Cirebon Waroeng Ndeso Restaurant. The results of this study are expected to be input for the company, regarding information in the research of service quality, customer satisfaction and customer loyalty in the future.
The research method used is descriptive and verification analysis. Data collection used is interview using a questionnaire accompanied by observation and literature techniques. Sampling uses sampling non probability. Data collection in the field was carried out in 2018. Data analysis techniques used Path Analysis.
The results of the study show that in general the quality of service, customer satisfaction and customer loyalty in Cirebon Waroeng Ndeso Restaurant is in the poor category. There is the influence of service quality on customer satisfaction and its implications for consumer loyalty. The better the quality of service received by consumers, the better customer satisfaction will ultimately have an impact on increasing consumer loyalty at Cirebon Waroeng Ndeso Restaurant.





























A. Usmara A, 2013, Strategi Baru Manajemen Pemasaran, cetakan pertama, Penerbit: Amara Books, Yogyakart
Andreani, Fransisca. 2010.”Experiential Marketing (Sebuah Pendekatan Pemasaran)”. Jurnal Manajemen Pemasaran, Vol.2 No.1 April hal.1 – 8.
Barnes, James G, 2010. Secreat of Customer Relationship Management. (Rahasia Manajemen Hubungan Pelanggan) Terjemahan Haerudin. Edisi 1, Andi Yogyakarta.
Barmawi, Ma’aza K. 2012. Pengaruh diskonfirmasi positif, kepuasan dan loyalitas terhadap informasi dari mulut ke mulut pengunjung taman kota di Surabaya. Jurnal STIE Perbanas Surabaya
Brady, Michael K, 2009.An Exploratory Study of Service Value in The USA and Ecuador, International Journal of Service Industry Management, Vol. 10 No.5, pp 354-367.
Buchari, Alma, 2012. Manajemen Pemasaran dan Pemasaran Jasa. Bandung, Alfabeta.
Dick, Alan S. and Kunal Basu, 2010. “Customer Loyalty: Toward an Integrated Conceptual Framework.” Journal of the Academy of Marketing Science, Vol 22, pp 99-113.
Dube, Laurete, Jordan Le Bel and Dona Sears, 2003. From customer Value to Engineering Pleasurable Experiences in Real Life and Online. Cornell Hotel and Restourant Adminstration Quarterly. Oct-Dec, p. 124-130
Evans, J.K and Laskin,.N. 2010, “Searching for a definition of relationship marketing”, Proceedings of the 3rd International Colloquium on Relationship Marketing, University of Melbourne, Melbourne, February.
Fandi, Tjiptono, 2012. Manajemen Jasa, Yogyakarta : Andi Offset. 
Gentile, Chiara, Nicola Spiller and Giuliano Noci. 2010. How to Sustain the  Customer Experience: An Overview of Experience Components that Cocreate Value with the Customer. European Management Journal. Vol. 25 No.5 (Mei).
Griffin, Jill, 2012. Customer Loyalty, Menumbuhkan dan Mempertahankan Kesetiaan Pelanggan. Terjemahan Dwi Kartini Yahya. Penerbit Erlangga.  
Griffin, Jill, 2008. Customer Loyalty, How to Earn It, How to Keep It, Loxington Books, An Imprint of The Free Press.
Halbrook, Svend, 2010. Marketing Management: A Relationship Approach, Prentice Hall, Harlow.
Hermawan, Kartajaya, Yuswohady, Madyani, Dewi, dan Dwi Indrio, Bembi, “Marketing in Venus”, cetakan ketiga, PT. Gramedia Pustaka Utama, Jakarta, 2010.
Hill, Nigel. 2010. Handbook of Customer Satisfaction Measurement. Gower: England.
Hoffman, & Betteson, 2009. Internal Service Quality-An Empirical Assessment, International Journal of Quality & Reliablity Management, Vol. 16 No.8, pp. 783-791, London.

Kustini. 2010, Penerapan Experiential Marketing. Jurnal Riset Ekonomi dan Bisnis Vol. 7, No. 2. UPN “Veteran”Jawa Timur.
Kottler, Philip and Kevin Lane Keller. 2016. Marketing Management. 15th edition. England : Pearson Education.
______________________________, 2012, Marketing Management, 14th Edition, Pearson Education Limited, England. 
Kotler, Philip dan Gary Armstrong., 2010, Principles Of Marketing, 14th Edition, PrenticeHall Pearson, USA.
Lili A. Wibowo, 2009. Pengaruh Experiential Marketing dan Emotional Value, terhadap Loyalitas Café dan Resto di Kawasan Cihideung Lembang Bandung. Jurnal Strategic Program Pendidikan Manajemen Bisnis Universitas Pendidikan Indonesia.
Lili A. Wibowo, 2011.  Experiential Marketing dan Branded Customer Experience Kaitannya Dengan Loyalitas Pelanggan Restoran dan Cafe Serta Dampaknya Pada Citra Bandung Sebagai Destinasi Pariwisata Indonesia. Jurnal Strategic Program Pendidikan Manajemen Bisnis Universitas Pendidikan Indonesia.  Volume 10, Nomor 19, Februari 2011
Marsum,WA, 2010. Restoran dan Segala Permasalahannya.Yogyakarta:Andi.
Mattila, Anna, 2010. The Impact of Service Failures on Customer Loyality: The Moderating Role of Effective Commitment. International of Service Journal Industry Management, Vol 15. No 2. pp. 134-149.
Rahmawati, 2010. ”Pengaruh ”Sense” dan ”Feel” dari Experiential Marketing pada Soto Gebrak,” Jurnal Ekonomi dan Bisnis, Vol.3 No.2 Agustus hal.109 – 121.
Rambat, Lupiyoadi, 2013. Manajemen Pemasaran Jasa Teori dan Praktik. Jakarta: Salemba Empat.
Ratih, Hurriyati, 2010, Bauran Pemasaran dan Loyalitas Konsumen (Fokus Pada Konsumen Kartu Kredit Perbankan), Bandung : Alfabeta.
Stanton, William J, 2012. Prinsip Pemasaran, Edisi 7, Alih Bahasa : Y. Lamarto dan Sadu Sundaya, Erlangga, Jakarta.
Undang Undang No. 10/2009 tentang Kepariwisataan.
Zeithaml, Bitner and Gremler. 2012. Services Marketing: Integrating Customer Focus Across the firm. Fifth edition. New York. Mc. Graw Hill international Edition. 
Zeithaml Valerie A, M.J. Bitner, 2010. Service Marketing. First edition, USA : Mc Graw-Hill Co. Inc.























1



